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Abstract 
The popularity of the ISO 9000 standard initiated so may points of views for researchers and organizations implementing 
ISO 9000 for whether the standard that utilizes business process management approach had fulfilled its scope and helped 
companies in initiating an effective quality management system or not in an emerging market?. The literature review 
highlighted the richness in studies and researchers in different parts of the world addressing the ISO 9000 standard 
implementation and other factors affecting it are not having the same weight in the Arab World in general and the United 
Arab Emirates UAE in particular as an emerging market country, despite the fact that the UAE is occupying the second 
place in term of the number of certified organizations in the Arab world.  From this point, it is clear that it is a need to have 
an exploratory study to evaluate ISO 9OOO implementation within the UAE organizations to determine the effectiveness of 
the standard based on the usage as a business process approach or a tool. More specifically, the research intended to cover 
areas such as drivers for adopting the standard, benefits of the standard, and problems witnessed during implementation. In 
achieving the objectives of the study, a quantitative study in nature were undertaken through a sample of 100 certified firms 
in the UAE with a feedback of 51% was obtained. Initial findings indicate that organizations which implemented the 
standard indicated that they had a positive impact and it seen as a good starting point to continue with such business process 
management tools/systems in sustaining business. 
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1. Introduction 
ISO 9000 is one of the most influential initiatives that grew from the quality movement of the1980s 
Poksinska et al., 2002, and one of the most frequently company implemented strategies concerning quality 
across the world. Moreover, ISO 9000 has become a subject of focus in many developing countries and 
countries that are classified as emerging market ones. The literature review offers many diverse opinions on 
ISO 9000 in different countries but little empirical research has been carried out in UAE concerning ISO 
implementation issues. In more specific, the current study attempts to shed some light on evaluating ISO 9OOO 
implementation within the UAE organizations to determine the effectiveness of the standard based on the usage 
as a business process approach or a tool. More specifically, the research intended to cover areas such as drivers 
for adopting the standard, benefits of the standard and the problems witnessed during implementation. 
2. Evolution of ISO 9000 standards  
The evolution of the ISO standard came mainly after the industrial revolution in Europe and to fulfil the 
s as a result of World War II. The need for 
standardizing specifications across the allies was the driver for introducing common standards between these 
countries later on, and later on it was the ultimate publication of the first standards BS 5750 by the British 
Standards Institute in 1979, Singh et al., 2007. In 1987, the British Standards BS 5750 was adopted with a few 
changes as the International standards  ISO 9000, Boulter and Bernardi, 2002. Due to the changes in the 
competitive environments, minor amendments were made to the standards on different occasions reflecting the 
business environmental changes and the latest revision was issued in 2000, Magd et al., 2003; Magd, 2006; and 
Calisir, 2007. The main objective of the latest ISO 9000 revision is to enhance introducing the process approach 
and continual improvement in order to achieve customer satisfaction.   
The new standard is based on eight quality management principles, namely customer focus, leadership, 
involvement of people, process approach, system approach to management, continual improvement, factual 
approach to decision making and mutually beneficial supplier relationship, Magd, 2006; and Calisir. These 
principles establish the cornerstone for total quality management culture all over the organization through the 
promotion of adaptation of process approach as well as PDCA approach Plan, Do, Check, Act, Pan, 2003. 
3. ISO 9000  The process approach 
ISO 9000: 2000 series of standards introduced the process approach as the base for better understanding 
requirements and to assist organizations in establishing their quality management system 5. To have a clear 
understanding, it is recommended to define a process which is known as a set of interrelated or interacting 
activities, which transforms inputs into outputs. These activities require allocation of resources such as people 
and materials. ISO 9000, 2012 illustrates Figure 1 with a generic process for further understanding. The model 
of a process based quality management system shown in Figure 1 illustrates the way organizations should 
manage numerous linked activities in order to function effectively to produce the required output.  
The process approach focuses on the following areas as stated by ISO 9000, 2012 Processes for the 
management of an organization Management Responsibility. These include processes relating to strategic 
planning, establishing policies, setting objectives, ensuring communication, ensuring availability of resources 
ocesses 
for managing resources Resource Management. These include all the processes that are necessary to provide 
Product Realization. These include all processes that provide the desired outcomes of the organization; and 
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Measurement, analysis and improvement processes. These include the processes needed to measure and gather 
data for performance analysis and improvement of effectiveness and efficiency. They include measuring, 
monitoring, auditing, performance analysis and improvement processes e.g. for corrective and preventive 
actions. Measurement processes are often documented as an integral part of the management, resource and 
realization processes; whereas analysis and improvement processes are treated frequently as autonomous 
processes that interact with other processes, receive inputs from measurement results, and send outputs for the 
improvement of those processes. 
 
Fig. 1. Model of a process-based quality management system 
Fig. 1. ISO 9000, 2012, starts with the identification of customer requirements which is continuously 
assessed by top management and ends with customer satisfaction that is continuously measured, analysed and 
improved. Any organization is using product realization processes to convert inputs into outputs; this 
conversion is managed through human as well as other resources. If this cycle is continually monitored we can 
sustain continual improvement of the quality management system through managing related activities 
embedded within the elements of the process approach. This approach is emphasizing the Deming cycle, Plan, 
Do, Check, and Act, which can be explained as follows through the following quote ISO 9000, 2012: 
PLAN - Establish the objectives and processes necessary to deliver results in accordance with customer, 
statutory and regulatory requirements and the organization's policies; 
DO - Implement the processes; 
CHECK - Monitor and measure processes and product against policies, objectives and requirements for the 
product and report the results; 
ACT - Take actions to continually improve process performance 
PDCA can be applied to the identified processes of value adding and this will emphasize the importance of 
understanding and meeting requirements, the need to consider processes in terms of added value, obtaining 
results of process performance and effectiveness, and continual improvements of processes based on objectives 
measurement. 
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4. ISO 9000 adoption and implementation 
The ISO 9000 series of quality standards have been in the marketplace for more than two decades in 
establishing and improving organizational quality management system Zaramdini, 2007, and it is wide 
acceptance among organizations due to the generic requirements of the standard and its applicability to all 
organizations, regardless of type, size, product/service provided Magd et al., 2010; and Magd, 2010. It is 
important to recognize the drivers for ISO 9000 implementation within organizations, where the drivers tend to 
vary from one company to another and several drivers were identified worldwide such as top management 
decision Escanciano et al., 2001; to improve product and/or service quality Liopis and Tari, 2003; improving 
process and procedures Escanciano et al., 2001; improving productivity and efficiency Liopis and Tari, 2003; 
pressure from existing customers; pressure from parent organization Magd et al., 2010; promotional benefits 
Magd, 2010; to improve internal efficiency McAdam and Canning, 2001; to maintain/increase market share 
Magd and Curry, 2003 and to help improve customer service Douglas et al., 2003.  
In addition different studies documented the benefits of ISO 9000 based on different countries and 
certification resulted in better documentation, greater quality awareness and improved measurement system 
Yahya and Goh, 2001; financial performance improvement Naser et al., 2004; efficiency improvements, and 
increased quality awareness Magd, 2005; Tzelepis et al., 2006; significant improvement in training needs 
analysis, training design, training delivery, training evaluation, and human resource development activities 
Quazi and Jacobs, 2004. The results highlighted in general that ISO 9000 is considered as a good tool for 
driving improvements by focusing more on process and system approach to management and defining value 
added activities leading to better fulfilling customer requirements. 
5. Research problem and methodology 
Reviewing the literature highlighted the extensive number of researchers conducted to address ISO 9000 
standard by many researchers in different countries, but this richness in covering the subject is not reflected by 
researchers in the Arab World in general in UAE in particular as an emerging market country, despite the fact 
that the UAE is occupying the second place in term of the number of certified organizations in the Arab world. 
From this point, it is clear that it is a need to have an exploratory study to evaluate ISO 9OOO implementation 
within the UAE organizations to determine the effectiveness of the standard based on the usage as a business 
process approach or a tool. More specifically, the research intended to shed some light on areas such as drivers 
for adopting the standard, factors affecting the effective implementation of the standard, and the standards and 
its impact on performance. In achieving the objectives of the study, a quantitative study in nature were 
undertaken through a sample of 100 certified firms in the UAE with a feedback of 51% was obtained. 
6. Research finding and discussion: a snapshot 
Drivers for adopting ISO 9000: 2000 in UAE organizations: several drivers for ISO 9000 certifications were 
adapted from similar studies and the results indicates that UAE organizations main/top driver to adopt ISO 
9000  standard was due to promotional reasons in the first place. Other drivers like strong belief in the system 
approach and thinking was evidenced from the collected data as well as improving internal efficiency and 
fulfilling customer requirements to do business are having less weight in the decision to go for ISO 9000 
certification, but still considered to be important drivers. Following competitors as an ISO 9000 certification 
driver was rated the lowest score within the current study. 
These findings are emphasizing the role of promoting products and services as well the importance of 
system approach and thinking in the direction of selecting ISO 9000 standard while doing business in UAE due 
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to the open market strategy followed by the government and the tough competition between rivals in the UAE. 
On the other hand certified organizations should give more weight to publicize their certificates and advertise 
them in the media to maximize the benefits of certification. This high perception of promotional reasons to go 
for ISO 9000 certification should be also assessed among UAE customers themselves to see if promotional 
activities of ISO certification are really affecting their decisions for dealing with certified organizations.   
The second driver for improving efficiency seems to be common in importance between UAE and other 
Arab countries Magd and Curry, 2003. 
with the fact that most of the large organizations in the UAE are requesting their suppliers to have quality 
management systems with a process approach to give them preference in doing mutual business. The lowest 
driver indicates that UAE organizations are not considering achieving the ISO 9000 by their competitors as an 
important factor in the decision making for certification. The first two drivers promotional reasons and improve 
internal efficiency have close relationship with the findings discussed by Pan, 2003. 
Factors impacting on the effective implementation: The researchers considered 10 statements that were 
considered as problems with ISO 9001: 2000 implementation based on similar studies. These statements 
included ISO 9000 involves long and bureaucratic documentation; there was a need to change the regular 
system to fit ISO 9000; lack of understanding of the importance of ISO 9000 by all departments; ISO 9000 is 
time consuming; ISO 9000 standards are vague and complicated; ISO 9000 implementation involves high costs; 
ISO 9000 requires changes in organizational thinking and organizational culture; there was a resistance to the 
introduction of ISO 9000; the firms lack well-trained and experienced internal auditors; the surveillance visits 
are difficult to cope with. 
Results indicated that the most significant problem was the need for organizations to change their old 
systems to fit the requirements of ISO 9001: 2000 and organizational thinking as well as organizational culture.  
In addition, the resistance of employees to the introduction of ISO 9000: 2000 was witnessed as a major 
problem. Employees tend to resist changes because they are afraid of the implications for them and for their 
functions. Furthermore, the lack of understanding the standard by all the departments was another major 
problem.  The problems with ISO 9001: 2000 implementation in UAE were consistent and supportive with 
previous studies, for example, Poksinska et al., 2002; Lipovatz et al., 1999; Yahya and Goh, 2001; Fuentes et 
al., 2000; and Calisir et al., 2001. However, the ranking of the problems differed between studies.  
Benefits gained after ISO 9000 implementation: Benefits from implementing ISO 9000 were derived from 
the work of many researchers who did previous studies in different economies Pan, 2003; Yahya and Goh, 
2001; Naser et al., 2004; Bhuiyan and Alam, 2004; Singh et al., 2006; Magd et al., 2003; Magd and Curry, 
2003; Magd, 2006; Magd et al., 2010; and Magd, 2010. The ISO 9000 certified organizations indicated that 
after ISO implementations, 13 benefits were gained which ranged from a mean score of 4.06 to 3.38. However 
the top three benefits are as follows: 
 
 Better analyzing information that lead to more appropriate decisions;  
 Enhancing internal communications; 
 Enhancing abilities of eliminating the causes of potential non-conformance through a systematic and process 
approach. 
 
Factor analysis were performed to reduce the number of factors and also place the benefits into groups 
through the use Kaiser Meyer Olkin test KMO value of 0.765 as a cut off point to ensure the suitability and the 
reliability of the data. The benefits were reduced to 11 reliable benefits and they were grouped into internal and 
external benefits. Internal benefits included enhancing internal communication; better identification of problems 
and effectively solving them; helping in analyzing information that lead to more appropriate decisions; human 
resources competencies have improved; helping in improving internal efficiency and reducing costs; enhancing 
abilities to eliminate the causes of potential nonconformities; and incre External 
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benefits included improving customer satisfaction; getting new business; increasing market share; and customer 
service improvement. 
It is evidenced that the internal benefits gained are more dominant than the external ones. This finding is 
supported by similar studies Magd, 2006; Poksinska et al., 2003; Poksinska et al., 2006; and Zeng et al., 2005 
and this is due to the fact that ISO 9000 is concentrating in the first place to building a quality management 
ents. Observing tangible improvements in fulfilling external 
requirements will take more time than observing tangible internal improvements within the organization after 
implementing the standard. 
7. Conclusions & recommendations 
The literature review highlighted the extensive number of researchers conducted to address ISO 9000 
standard by many researchers in different countries, but this richness in covering the subject in not reflected by 
researchers in the Arab World in general and UAE in particular. The current study were performed to shed 
some light on ISO 9000 implementation in the UAE as an effective process approach model through the 
exploration of the drivers for implementing the standard, the benefits gained and the problems witnessed during 
implementation. The current study indicated that the promotional reason was witnessed as the most important 
driver for ISO 9000 implementation. Secondary drivers like strong belief in the system/process approach and 
thinking was evidenced from the collected data as well as improving internal efficiency and fulfilling customer 
requirements to do business are having less weight in the decision to go for ISO 9000 certification, but still 
considered to be important drivers. Following competitors as an ISO 9000 certification driver was rated the 
lowest score within the current study. It is clear that ISO 9000 was perceived as a marketing tool to benefit 
organizational success. 
Looking into the problems that were witnessed during implementation, it was clear that the need for 
organizations to change their old systems to fit the requirements of ISO 9001: 2000 and organizational thinking 
as well as organizational culture was one of the major problems. In addition, the resistance of employees to the 
introduction of ISO 9000: 2000 was witnessed as well as lack of understanding of the standard by 
organizational employees. 
Top three benefits witnessed were:  
 Better analysing information that leads to more appropriate decisions;  
 Enhancing internal communications;  
 Enhancing abilities of eliminating the causes of potential non-conformance through a systematic and process 
approach.  
Further analysis indicated that internal benefits outweighed the external benefits as this the standard is 
designed to focus on internal organization improvements. 
Based on the results gained from the current study, it clear that the UAE is using the ISO 9000 standard to 
improve their internal organizational systems as well as an opportunity to promote and compete in the 
international market. However for further success of the implementation of ISO 9000 standard, the following 
proposed recommendations should be taken into account: 
 Top management should believe in ISO 9000 standard as their support will be needed in changing the 
organizational old systems to fit the requirements of ISO 9001: 2000 and organizational thinking as well as 
organizational culture. 
 To overcome employees resistance of ISO 9000 implementation through the implementation of various 
workshops on the benefits of ISO 9000 as well offering incentives, and training and development program.   
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 Awareness and Training program for understanding the standard among organizational employees. However 
the program should be designed bearing in mind the audience such as different level of staff, middle and 
senior management. 
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